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^ k hollatle casa aafi enconpais the v'hola of technical 

vrlting by alldving the atodast to axperlenca. the total aonfflunlcitlon 
act in vhich th^technical task and data are fully latagrated into 
tba rhatbrical wituation. Ihd smllant coDponents of a hollatic case 
ar€ tha persona of the technical prof esslonalp the facts about, the 
technical problem and the real company^ the fiction craated on the 
obasia of those facts, and the fors of the case Itself adapted for 
itudents^ Four Aajor steps relate directly to the davalopnent of 
these coaponantsi (1| design the casa^-plan the goals and objactlvas 
for the students vho vill assume the persona # and establish the real 
vorld adurce of inforAationi (21 collect the f acts^^^conduct the 
i9t4rvievs,-and research the technical and rhetorical Mnf or matlon 
about a specific^ problem in a real organisations (J) create the 
fic^ion^-transforB the facts into a realistic fiction that could have 
happen ad to a tachnical professional on the jobi and (U) ^natruot 
the case^rracast the fiction into a functional instrument for 
students to vrite professional documents* This approach gives 
atudants the opportuniiy to perform in a reallatlc context, using all 
of the skills and knofiiadga regulred in communication on ^he job« 
|HOD» - ' , 



* Beproductions supplied by EDRS art the best that can be made * 

• . from the briginal document* * 
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Over the past few year|; we have written cases 4g different sizes and^^ • 
ahapes for teaching technical writing to engineers at WAyne State Unlvertity. 
Originally, we adopted the case approach for some asatgnrtents because oifr 
sopho^res and Juniors lacked technical expettfa'e pnd "prof esstonal Imowledge 
of the engineering world. Classroom .experlmee soon jirdyed to us^^^^ 
could |lideed makeup for students' lack of inforfflattlbn and prb|ess^oiial^«^ 
ness. ' We also found out that ^ases were good exercises even for advanced 
atuamtsV pwvldlng feallatle practice In specific writing tasks pr Isolating 
partlculai^ skills In the composing process, , . , . 

In writ tag and teat ing various types of technj^al writ tag cases; however, 
we gradually developed a special kind of case whlah narrates the experiences of 
one technical person engaged in the problem-solving process ta a proff sslqnal 
rhetorical sltuitlon. Told from tl» limited po tot of view of this professional 
who writes as part of his or her Job, the tale— replete with realistic techni- 
cal data and contextual Information— follows him as he confront!- the comiunica- ^ 
t ion problems which are an integral part of his tectoicil task, recounting events 
wlthDut def talt tve assignments or 'evident co^nicat Ion sdlut ions . These .answers ^ 
then must be ertated by the student who assumes the persona of the professional 
and. writes whatever documents are appropriate. 

We call, this long, realistic ffttlen a "holistic" case. Rather than pre- 
aeht tag tectaical information' in a, slight rhetorical frame, rather than isolating 
skills or tasks, rather than dictating exerclseg for which there Is ,a known solu- 
tion, rather than asking students to role-play a character, a holistic case 
realistically encompasses the whole of the technical writing process. A holistic 
case allows students to experience the total coimunicat Ion act ta which the 
teclmlcal task and data ar^ fully tategrated Into the rhetorical situation. 
A hoMstfc case gives students the opportunity to perform in a realist le context, 
using all of the -skills and knowledge required In conmunication on the job. 
'Despite the fact that other kinds of cases have a valid place ta teclmleal writ tag 
courses (our own included) , we believe that the holistic case most' fully exploits 

the advantages of the ease method for students of professional communication. 

" " - - - e , • , . . 

fhe sallant fotnponants of a hoilstlc case are the jersona of the technical 
prof eiglonal , th# facts about the technical problem and the real company, ^the , 



fletlon eraated an cha basis of thosg faets,/and tha form df thi easa Itself 



adapcad fo^ studants. v r ■ ' i ; 

Thm paraona that tha student must adopt furnishts the antry point. Into ths 
caa^^ a profasalonal role in tha situation, but not. a pprsonal Idtotlty or ^ 
ahatactar-^-Mthsr a for aaeh studwt to "llva" :^^ caia by as|lkmatlng 
hla or har Individuality to the mask, tha origin for any valid, cage, however. 
Has in its facta, ^e base of raal InforiMtion about real paople withvreal 
technical pfoblama and raal writ tag tasks to real brganlzatlona. Tha niMnbars 
fmist fit, the data most correlate as wall as a tachnteal report with tha raal 
i«orld. The casa must go beyond, or behind^ this inforraat Ion, however, to' racrenta. 
the facts tato a whole, into b, ficttofl which ehablas tha itudent reader to\ , 
••ballavs" and thus to exparlanca the complaxity of tha real world of -work in 
pracass. Finally tha form of the case must furnlah a sultabla vehicle for 
students to ^aam communication principles and skills, $nd to becoma engaged in 
the whsle of the writtag procass, crafting tadlvidual solutions In the form of , 
professional documents — memos, letters, reportSp proposals* / 

■ These component of a holistic casa presuppose the process for 4aveloptag j 
It. The wouy-*be case writer, however, must be aware of th6 difficulty of 
producing a case that meats this description, and so we are outllntag here a 
sat of guideltaas for tastructors who wish to wits holistic cases ta tachnic4 
communication. The four m^jor steps relate directly to developing the noted 
components, 't|ia per^na, facts, fiction, arid case fom. These stages arei 

' \ First " 1 Design the case i Plan the goals and objectives for*' rte 
* student i who will assumethe persona, and establish tlm reAl -world spuria 

of toifofmatlon* ^ , 

Second " Collect the facts i Conduct the tot^^<ws, and rasearch 

the teclmical and rhetorical taform^ion about a specif Ic pro bljam in 'a / , , 

real organisation i * ' * j ^ ; . j 

^ ird — Create the f let Ion i Transform tha ficti into a realistic 

- — — ^ — ^ir ^ ~ ^ ^ , _ J ■ . SI 

fiction which could have ^ppened to a tachnical professional on the io^* 

Fourth tonstruct the case; Recast, the flat iqfn tato |t functj^ 

tastrumm$ for student^ to write professional docuTOntp* ; i ^ 



In the design and construction stages, tha writar musti al^ to turn tfiie 
materials into a documOTt that will work ta technical com^nlcatlon courses* 



However, the collection and cpation stages aie of xhlaf s^ghlf leaner ta| them 



tte/mlt@if\ap9e eonnee^ ease to real events that actually oecurrad inside^ 
■. .■i ; pdioe f Irmg /^nd than ^^^^ narrative raprasant tog what might have 

j . happened on \the basis of those facts. As the Harvard caaewrltsrs; In business 
. lidmlnlstretldn have ^slstedt cases must be 4ullt on thoroughly investigated* 
= real situational '^armchair" cases* concocted from general prtaclpleSj a patch- 
1/ ' wprth of anecdotes* and the casewrlter'rf^ practical Experiences from .here and 

i! there ^\ are academic mainstrosltles that only purport to be real. After finding 

■ft- ^ V 1* . _ -r. V; • . - ' . ^ X ■ 

]l , the facts* however^' the mStmr must shift his efforts to fabricating a story. 

I Fo^ Just as a cosmuglcatlon case cannot be written without Mplrlcal data, so It 
cannot be constructed on fact-s alone ta the mode of the busijiess or engineering 
case/ A *'£acts-anly" case, like an armchair model, 1^ distorted, but for a 
different reason: it lacks the heart of the rhetorical matter-^-the people prob- 
lems^ the messtaess of interaction* the political dlm^nslbn. 

^ the process of collecting data and cr^^lng a story Is^i real dialectical 
tateractlBt^^f fact and fiction* The fact about the real problem orlglnEtes 
the fictional image which* In turn, must be Hfalldated In tetms of the real-world *s 
^ possibilities. In. short , the case^ust be rfeallstic, not necessarily real In 
every detail i the fiction roist be plausible, for no matter how real and true, 
; without seeming to be so* the case will not ba accepted by itp readers. in \ 

! developing a .case, therefor e^ the caseWrlter raCist go back and forth between the 
Story* the data base* and its source, the interviewees. The caseOT Iter thuf 
works backward from the finished product (s^, a fljial written report) to recover ^ 
the process fend environment of Its becomtag. Even dur tag the collection ^stage, 
, he must readh bayohd/the written documents and tectolcal data to recover the 

"stuff " of liuman relationships' behtad the project. Out of these fragments of \ 
reality* thfri, the caseyrlter creates a fiction, a whole and credible experience 

•that might generate the actual dociments produced. The student* readln| the 
case* reverfses ^hls procedure, developing Wltten products by re^nactlng the 
process. i 

Stage 1 DESIGNING THE CME ^ . 

Thelobjective of the first stage is to plan the case objectives and procedures 
in light of the target students and a real -world contact person . Basic prliicl- 
pies of efffctive case design* as outljjie^ b^ John Brocknannf should govern all 

V. / ^ ^ " ^ , ' ' . = 

* stages of^the procedures for holistic cases. • However, even in the Initial pre- 

■' ■ ' _ ^ - _ ■ ** . - * ' - '■ ■ - 

paratlon,i the development of a holistic case differs from cases fod^uslng on the 
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fects'or aiming fir specific tasks or skills (writing a progress report or a 
report with -a. comparison section),., instead of identifying specific objectives \ 
for the^ Wlting to be produced from the case, you should adopt the development 
of general. prlftCipl^ strategies, and skills of tectalcal communication as your 
goals. " A holistic , case will pre sent ( a real conmunlcatlon situation involving . 

: Wlters to basic rhetorical prin^ such as- report design based on audienAe 

ahaly^/ ta planning strattogles^ such as selection of relevant 1^^^^ from 
masalfcttf detail, and in skills kch as revision for reader -efficiency.^ Tt^us^ 

.. . rat»«s -than designing the, case, vlth ^ ^^S^ ^f?' 1®?!^^ 

In mio format'O, you should fol^^^ the lead of the empirical Widence, giving ' = 
full play to the; complex^^^^^ In fact, through^t \the procedure^ _ _ 

you should question your methods and your manuscript to ensure that you a^e 
iot adjusting the facts to mee^ academic pr^^ either about the target 

.students or your professional contacts. , , ' ' ' 

1.1 Define 'the target st\idents by their career goals, their current. ' 
• statue, and, their pptiential use'of the case lil. the classroom. ; " . • 
' ' ' ; Mthou^h the rtnge of students who cm a case 

' extfflds well beyond a particular occupation/ students have, the Strongest motiva-^ 
tlin and educaeioial experience In cases whert the persona of. the technical pro- ^ 
fWssional 'closely def mis their own career goals. The profession, the occupational 
setting, the employee position, W thywrltlng tasks of the persona should all - 
•;'-be at ieast reasonable and 'relatively tolnent for the student audience. - ■ 
. • V ^ '1 Although the ^act« in the real world' are primary, the case must • 
prabent technical m^rmafion within^ the st^^ents* capabilities, must assume Pnly ■ 
. professional 4cp«tls-^wlthln their kno^edjje, and svust demand reading and wr|tos 

tasks within their competency . 

'; ; " vr^^f. Mthough the' situation should; dlspUy the P»lne^ 
«lth^ it^^^tli^potentlal cidssroom application cannot b¥ ignored ^s a; fedtor -in ^ 
■ : Vany decisiotis; without -some control, many, cases would grow like topsy untU they, 
feould nwer Re used without ma^ or surgery . • ^ . . ^ , • 

■ Select the ^al^^rld dontact by the organization and by the , 

^elmlcal plofessional ^s writer. . ^ : ' . - 

■ i ^ 1 seleft an organisation of type, size, and activity pertinent to 
the'ptofill of. the target students. Consider,, however, the .ccessibility you ^ • 
have^toth|torgani.atldn through en appropriate employee within lt--^omeone who' 
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inaets ybvr criteria' for ptaf ess ion, technical field, posltloii, and writing tasks. 
Although you nay need swpplenentary or "sponsoring" contacts within th* company 
\AiO have sufficiMit authority to jrovlde access to dQCunents, to present tta 
supervisory or'^ Institutional perspMtive", or to furnish entree to other^ffiees 
or uilti, youi moat essential contact la the teclmlcal' professional who oust 
«rl«e:as part of. his ot her position, well within the company ranks. 

■^thqugii a mana^ment Sponsor could assign a writer to work with you on the 
caBer^^ject,ryOii~wlll do best to dlxeetly contact your acquaintances developed ., 
durlng\the course o£ your other buslness-tadus trial abtlvltles. The personal ; 
approach %a advisable because the resource writer must be willing, even eager, 
to partllcipate in the casfe d^elopment. Not only must he devote njany hours In 
Int^firVliwing.time (far.mpre than most firms tiould allow on the job), but he 
iust be^Pfn, revealing' much, aBottt his £|rm and his co-wptkers— and himself . 
The resource professional must become your true partner In, the educational enter- 
prise;' The overriding pre-condition for collecting the ^ta for a ^od holistic' 
case, therefore, is to find such *a strong contact perso^^ 

Stage 2 ^- COlSeCTING TOE FACTS- - • ' 

The objective of the collection stage is to reconstruct a subjective view 
•oiVa complete ep&unicatlon event* by amassing teclmical and rhetorleal detalM- . 
Your tate^lews.of the technical professional, the, main' method for collecting 
this information, should be a sequence of meetings which facilitate his responses, 
gradually allow&g you to share his world, These interviews have three functional 
stigess to Inboduce the case "project, to research the tpchnical facts and 
rhetorical record,. and to explore the rhetorical situation, In depth. 

In all your Interviews, aim. to get the respondent to talk freely and op^ly , 
about^the silject by arflng techniques of exploratory interviewing. (Tape-record- 
ing wHl help h«e by allowing you to be"^ undlstracted, ertcouraglng listener.) 
let the flow of Interaction, subtly guide^ by your open-ended questions, govern 
the meetings.' S#ek all documenCs generated "by 'the- project and then use the 
writing as a .probe in; subseqiient dlscussio^^^ Eventually, pose some closed ques- 
tions and requfst that 'the rtespondent elaborate upon and verify your record. 
Overall, however, let 'tjie ^iploratory approach prevail and tftus ensure a c«le 
built upon real happenings, not academic preconceptions. • • ' . . ' 

• ' . 2,1 Introduce the case project , jpreregulsite for the success of 
the intervie^g are the Initial meetings in which you engage the teclmical 



ptofesalonal in the prbjeet» pledga anonyDlty Co hlm> and select the conmtinl- 
catlpn problem for th# pzibjeGt* 

* , togage ttia gespondent * While eatabl^shlng rap^pogt with, your "| 

respodteent through receptive Interviewing about his work^ you ^can learn much 
about the rout toe a£ his position, unit, coimunicat Jon, and the eompany'^-back- * / 
ground nata^lal ^mt will bear upon the Qase«' Moat p^ple Ilka to talk about 
their Jobs I li you show genuJji, tmc will encourage t^^e flow- 

of toformatl6n and prdbAbly get to look at smiles of the wrivar's memos, lettiera 
#n4. r^Pp^^^* Iti the|te Initial mcounte^^ also eieplato" your methods 

for researcihlng the caffe and your edueat tonal objectlvess particularly how 
students will use tne ftolahed case. Otherwises^ some respondents, es^ecAally 
thofe familiar with bui^ess admlnlstratton or engineering cases, might approach 
your project with serious mlsconceptlo^^ ^ . ■ j - 

pledge anonymity . Of chief Jjnportance In the first Sessions 
•la to, state' your ethics as a casawrlter ^nd your responsibilities to the respon-- 
dent an£ his* firm. You should pledge antjnyralty to the contact, both within and 
without the cappany; you should promise protection of Institutional Identity and 
^toprietary toforraatloni and you should outline your proposed distribution of 
the case and methods for disguising Ijiformation. Yqu can 'gato the teclmical 
person's confidence by promistog to submit the case manuscript for his approval | 
if *necessary^ you can relieve him of any burden for proprietary information by 
\cleartog the' facts with the organisational sponsor. Throughout the case prdTject 
you should carefully matatain the anonymity of the firm, i%B productSi and its 
personnel , leaving nothing ta the case manuscript that could be traced back to 
its source and rnever referring' orally tojyour contacts by name or firm* Suph 
care is .necessary to protect yoursalf , as well as your sources r ,^ Contrary to the 
business case which im^ facts, the holistic comiminication case deals with sub- 
jective Impressions and drmatte representations of probable actions. .Securing 
formal company releases for such information would not only be eKtremely diffl^ 
cult, but the shadow of the request for such pemlsslon c6uld Kill the case 
before It is bom. Few Individual writers would provide the kind of information 
you need If mana^ment were/ scheduled to , peruse the case prior to its release i 
In fact, evm tha possibility of such inspection could undermine the trust and 
confidence necessary for Interviewtag*, 

Select the coflmunlcation problem . After you^establish the 
cooperative -structure and the procedures of the case project, you should ask to 
screm the techiilcal professional's comimlcat ion for mat^lal appropriate for 
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him to elaberate on the eitcurtstancas^f a documant; bq 
you can uncovSr ^ailbUlties; ail we^^ as acquaint him with the hoiistlc*case 
approach* Criteria for seleettag a project Include the governing objeetlyes^ 
and prinelplas (for eKample, la ^tha matter routine?) , as welt as pragmatic ' 
conaldaratlons (does tha material land Itself to various solutions i does It 
have sdlaa,£ocug^ and shape as a dlsttact ave»t?),. Obviously, you should avoid 
projaets tha respondent cannot remMber wall or whiih did not fully angaga hla, 
Xpur screentog should a^so aHmlnata probleips that are taclmically Inappropriate 
for any of sayewl reasons, , but chiefly becauaa thay ar© highly sensitive^ 
subj acts from the firm's par^ectlvs. On, tha on€ hand, tec Im leal infbrmatloni 
must be up to date so that students will view It as currant: en tha other hank* 
^It must not bgs so top sachet that your ^ontacts will fear to discuss It ■ opanly. 
Gorporata protaction of tachnical taformatlon is a fact of^busliisas which yoii 
must take toto account ~better to drop tha highly proprietary pro j eat at th^ 
first neg^tva |ign than to ssrap It after a big Inveitmenk^f time, , . 

2 A ^esaarch the tectmical facts and the rhetorical record . The 
sacond sat of ^tervlews ^should build up a picture of ^1 the facts on the 
selectad project, but particularly tha teetalcal facts i The teelmioal problem, 
tha steps In th€-tacteical problem solving, the data obtalnad, tha solutions^- 
all' aspects of what the tectalcal professional perceives as ^hls "real job"^ — 
should be covaredy. In great detail, far beyond what seams relevant tQ siting a 
case, much less alone writing a report* ^toreover, you should seek your respondent^ 
help in whatever:* Analysis and interpretation you require to adequately understand^ 
the technical J^^^Mtlon, 

^ jfegtonlng with the teclmical problem solving Is a strategy for 
success as a hol^tlc case researcher. The tscteilcal focus convinces your 
respondent that the project i# a serious educational activity for his profession. 



one worthy of his 

^ ~ " ■ 1 

ship. Part of his 



efforts* it will also fully establish your worklng^relat ion- 
trust and will jjigness to go forward from this pointy to try 



deeper waters, stras from his recognition that yougrasp his teclmical problem . 
and understand wmt he Is dotog. At . the same tlmej his role as your' taMcher 
is wall daf Inad l^dause you have focused dn the technical subject; your 'sub- 
sequent af for^tf^t^leam about his, rhetorical situation will noit bfe thwijrtad by 
his desires to teil/ the English professor wrat he or she raiits to hear. 
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As soon AS tfia survey of the teatmlaal InfoniaClAh Is well In > 
faandg. you should bag In Co eollatit tha factji jibout the Thatorlcal ilttiationp ' 
the organiz^lonal record and off iciai/mOToVv of the evolution of a problem 
or a >proJactJ; who assigned the task to whom^ and so, on. Bven at thli llveli 
you may be struok by h^w mich the respondant cannot remember or never toiew. Try 
to trigger his^raemory with provQ^^ quastlbnSi ^or simply by ehattlng a ; 
the topic 5 giving him tise to recollect. If the gaps disclose substamtlal 
amount of ImpoAant n&terlal the contact never did taiow* try to locate other 
parsons wltK jji tb^ compoay ivho can fumlsh the mlpslng pieces* ^Keep to mliid^ 
however, wl^t Mla'slons characterised your prlaairy contact "S view; these gaps 
'will become Important as you cremte the fictlonp: 

2.3 Ekfiior% the rhetor leal sltuatlonrln depth . The third set of 
Interviewi aiss to jp behtad the official recordj^tb discover whafc actually 
happ^ed, why It ha'ppenad, and how it happened* Mt^ough these exploratory 
meetings should not be confused with therapy ieaslOMp they are similar In 
one objective I . to encourage the respondent to delye Into his memory to 
recover the experience as fully as possibles including wtat was never acknowledged 
nor intended to be retrieved. ^ ^ J 

, - On the simplest levielp you should try to reconstruct the tectaii-* 

cal events and the^problem-aolylng prqcess^^ tacluJing its rhetorical component/ 
as it really happened, rather 4ban in the "official version." At the paint of 
writing up any investigation^ reality undergoae a filtering and r^ordering^ to 
fit the constralnta of the doctmenti the dead ends and datoure are often buried 
in a lab or log bookj the finished paper or report which Ignores the circuitous 
rbut,a becomes. h±story*.-the truth. You must now write a new record full of the 
Jumbled messineas of omissions and^ misunderstnad tags as much as fadta^and know^- 
^l^ge. To achieve this end, your main task is to alleviate the contact's 
embarrassment, even anxiety » in tearing down the neat linage invoked by the writ.ten 
product so he will be conmitted to recovering the flux of life which it ordered 
and shaped. 

In-depth interviews should also try to recover InfoiTOation the 
respondent probably views as extraneous i the interaction interfacing with the 
writing (the discussion at the coffee machine and the confrontation over the 
telephone)^ 'Hils Is Inforaation whlbh a typical tec to leal professional believes 
to be separate from the task and its completlbn. Since he considers it to be 
at best Irrelevant and at \^rst an obstruction, usually he has depressed his 
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OMory^^of It J . with little rioonlgltlon of Its slgnlflcwic© te ihm rMlity^o^^e 

problem^sDlvlng procais In actioni. hm will ohiy raspona Epproprlately ll irQU 1 

gulda him back avar tha tarrltory, wltH many "And then what happaned" quaatlons* 

Bayond racevarlttg tha aetual bahavlor of participants In tha y 

avants^ you should- alio evQka tha wtitar -s Imprqss^ibns of things and his / 

analysis of laotlvas, his oim toeludad* Atatag to allclt his rasponaas, y^i/ 

can ask him to raeount an eyant in da tail /and thra ask to axplato it or 

tall how ha £alt about it* itoothar tachiiqua la to ra*play a tape and than 

ask h^ to Intarprat and alaborata upon it. Tha subjective teactions you 

saak Xtha key to portraying tha situation fully and from tha writar's point 

of .vlaw) may ba difficult to reaovar , even If tha ras^ndent is wUltag and 

open r ha may navar have consciously confrontedi what "really was going on*" or 

ha may have simply forgotten the unpleasantness. For most raspondants who feel 

comfortable with the interviavarj however, eventually the flood*gatas will open 

with the personal views, what is espantlally "my side of the story." These 

^ ■ ^ ■ * ' ' " ' ^ *^ 

riiponsas ara, of course, akin to informal conversation with its gripes and' 

gossipi what Is usually heard over tha bar or In the carpool, remarks which are 

self ravelatory but not therapy. 

Stage 3 - CREATING THE FICTION % * \ ' 

—r — —r^ — ; " — " " . - . . * ^ 

The o;bjactive of the third stage is to transform the record of real-world 
facts Into a fiction through which the student wn eKperlMce the full communica- 
tion process on tha Job. 

Though you began with Information about the real technical problems at a 
real firmi you cannot write up this data into a case. ^ matter how focu^ad 
^our information collection on the specif la problem, other problems and^asks 
Impinge upon it,/ denying It a tidy shape and a satisfactory ending. No matter 
how^ in depth the transcripts of your tapes or full your details ori the other 
employees, you do not know most of these people nor the full reasons for their 
acts; they remain shadowy figures In your imagination. Obviously, then you must 
t^ke all these facts and Impressions and create out of thm k fiction, a story 
with close correlation to the "iard facts" of the teclmical data and th# organl- 
zatlo^l procedures, but with primary fidelity ^Jji all other respects. to the sense 
of rMllty in the story, to the truth of its fictional world in which the reader 
must place his believe. Thus, for example, you must Ijivent the dialogue for 
not only the persona of the technical professional, but for all tha other 
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eoplos^es aa well, fashlolng words that ckld^ ^vtt said— telling a tale, 

Tectalques of the storyteller that ckn^ranafortn the facts and Impraaslons 
toto a narratlx| are as various as'the^r4,of fiction. Cettaln strategies, 
. .however , are esse^tital to produce a real lit Ic f let Ion capable of "^terest iflg 
•and engaging student readers, whUe readily lending Itslef to adptatlon , Into 
a functional case. These are creatteg a persona which raatrlcta the point 

^^.^^^M^^ flctloni develdplng 

. weli*reallzed characters to a realistic sett tog; planning a plot which traces 
the writer's experience of trytag to solve a problemi and modeling language' 
on fihe discourse types In which the. writer gains access to the information. 

3.1 Create a persona which restricts the poiyjf view toithe^ 
teeteieal professional and pulls the reader Into the fictional world. You 
should write a story which strictly defines the persona's view on this world, 
linltlng the flctloA to his direct experience of and riiponse to people, events, 
and Information. , ^he image of this technical professional must be one with 
which the students can identify because of the relevance of the occupation and 
of the denonstrated professional cbopetence. If readers ire to project them- 
selves into the mask of the technical professional, however, you must devise the 
persona to minimize the distance between the imge and the reader. Host obviously 
you should llmit^lj explicit characteristics tff the professional periM. Do 
not provide a nAe, assign a sexual or ethnic identity, su|ges^ anything about 
a private life, nor mark any strong personality traits,'especially not' quirks or 
incompeteneies. the objective thus Is to create a persona that invites the 
reader not to rola-play .a character but to asslmllata his ox h^t Individuality 
tato the professional mmsk. SueK a persona 14 a vehicle through which the reader 
can experience ,the real-world of and davelop his or her own genutae pro- 

fasslonal voice. " \. ^ ^ 

3.2 "Devel op well-realized charaetera in a specified setting ! Contrary 
to the personals neutrality as a character, the surrounding employees In this 
teclmical narrative should be fully developed characters portrayed In a rich 
accumulation of mundane detail. From your factual record, select ' ftagments and 
th«i fabricate the missing pieces to corap'lete a coherent picture of real but 
fully disguised persons operating in what seems to be a faithful reproduction of 
ft real organization. Oi^erloading the^ details, you .should emphasize the^ rele- 
vant points to create whole characters' whose ittavlor is believable, whose actions 
exhibit their significant traits, and j^hose total characteristics add u|> to . 



Mdohertnc if one-*sldtd proSetslonals.; ^diviAial^ctions shduld be InvenCed to^ 
: denonitrata notlvatlonsi peraQnai spMch ^^l^s established^ alo^ beh^ioral; 



nbcfts. to cDmpraaa as much p%;rsonallt7 as^^^fts into l^ltad narcar'tK^ t^ei. 




* Yei^r ato thus la to eraats a fiction tha#^^^»-' mora than it ^^talW so that 

. tha raadtir wlllCia' ta with tha *petsoris aetlpn In a eel Idly 

* = ' apacif lad w^ld and foYQed to analyse the wlple situation for hlnjielf. 
■ \: ' , ^ 3.3 , flan^ a plot that traeai the wltar's experience of trying to * V 

sotva/a problam ." Because raal /projects' dori't have tidy begfenings* &nd endlngSi 
™ T y^ti iwat ^af ^ to* repris^t 1^ tfflpTlctlon* Alpd , \ 

" siost raal proj acts ab garb only 4 part of an mployaa'^s day i .your stbry must 
\ claarly rapresant that fact' without overburdening the reader « h real ^oject 

may have th|ee aspects i t^^^pf which you might eljAlnatei It may have two phases ^ 
* saparated' by" yeat*St which you might collapse ^nto a single td|ae f ramat It* may 
^^ifve uni^upportable compleKltltl^ which you ^mlght suppress to a couple- sal leift 
Issues. Your factual records , In shprtp should be modified to develop a plot 
Structure which will help you 'to tell a realistic but captivating story, Invo^^vlng 
tha ^iader m^what wU^l happen next and encouraging him to seak answers for the 
diletmas confMnted by the persona, ' - ^ 

% The pip t of this fiction should Je- buHt upon the individual 

; technical professional -s active tavoLvement Itt tlie problem^solvtog process, 

-both in tits technical and^hetorical aspect^* The .ordering of^the action then 
' ' ^ should be defeoilned by the chronological pattern of 'the^persona - a growth to 
v^;* faiolwedgeV not by when an event ^occurred . Just as the teal writer must* cope ' 
f with whatevep-ht^^ows at the mommtj the plot should Impose upon the deader the 
' / ^ pj^ple order of when each scrap oj IhfonMtlon comes to the teqhnicpl professibnal. 
Although much of ^ the Infdrmiitlon, particularly the teclmlcal data, ahotild be 
presented descriptively to condeiise the story, significant coiOTunication actions 
like intervlws and meet^gs should be dramatlEed In patt, both to heighten 
reader Ijiterest and to cause htoi to deal with the Interaction directly». Thus, ' , 
^he plot line must reinforce the reader's understanding of the' problem as iA^ 
' a state of becoming through preaehtlng inforTnatloh that Is'full of gaps, repe^-- 
tlons, contradictions, and always subject to new Interpretation. ^ 
, 3^4 Draft the fiction simulattog the types of comnunlcatioh in which ' 

/ , / the writer originally got the information. The story should be drafted In 
forms most closely approxtoatlng the modes of discourse actually used in the 
real situation. Some tranamlsaton may be In the form of documentS"a memo 
' wkj^ , assign tog the problem, for example. You can either use real docuements (die- 
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gulslng thm. appropriately), or ydu can draft them, closely imitating models you 
observed. Mpst of the language of the fiction, however, should be in conversa-* 
tional aiscourse, some in narrative form, but much in dialogue. In other words, 
the fiction should be written Ln foms totally unrelated to the documents that 
the case should generate, (This principle is particularly important for technl-' 
cal data which should not be ordered into patterns beyond the log or lab book,) 

♦Using your interviewing tapes, , try to capture the oral language^ of the i^. 
particular work place, toning down the jargon as necessary to make it easily 
tatelligible and to avoid caricaturing the teqlmical persons. Write much of 
the fiction in the "internal" language of the persona, ,so that he can explain 
^for. himself what he is doing, what he is finding out, and how he responds tb 
the situation. The style of these -*mutterings" should not attempt to represent 
any mo Uf ied stream of consciousness, but rather should represent an Intetnal 
monoiugue, readily understandable to thi wrld outside the self. 

Stage 4 ^ CONSTRUC T ING THE CASE 

^ The objective of the case construction stage is to adapf the fiction into 
a functional Instrument for students to use in writing profeaslonal doc^ents* 
There are five main stepsi revising the fiction so that the communication solu- 
tions remain open quastions for the InBividual student; adapting it so that it 
focuses clearly on the communcation process; screening the information according 
to students* backgrounds; adapting the information to functional use; and 
formatting and validating th^ case for the classroom, 

4^1 Revise the fiction so that the cqmmunication solutions are left 
open to the individual student . In the real world, there is no one correct 
response, no one defined sojlutlon, but rather a range of possibilities of greater 
or lesser effectiveness in^solvlng a coMunication problem. ftoreover, these 
options are not equally pertinent to all writers. The student thus should have 
the burden^of creating the conmiunication ansyer that is both appropriate for the 
facts, but alao for the synthesis of the ^persoija . and his or her individual self. 
If this truly open situation is to prevail, however, you must revise the fiction 
to ensure that you have not- "loaded the dice" for a specific response or been 
unduly influanced by the actual docypmts produced by the tectalcal professional 
you interviewed, j\ ' 

4.2 Adapt the fiction to focus on the communication proceas. The 
process of resolving cOOTQunicatlon problems introduced in a tectaical fiction can 
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be very time consuming, but crucial to devtelopliig student skills in assessing 

the context for writtog* Tlmfe students spend reading^ researchlngs analyzing 

technical prbbl^s ^ however, Is tlmB not available for thtflr communication 

' , ■ f" ^ 

learning, Mthough data should not be recast into non*narrat ive forms (as it 

% 

might be presented in an actual report), you should reduce the student rmadlng 
and analys^j time as much as possible without destroying the rhetorical Impact 
of the case. Most rhetorical information shouljd be df some potential relevancy 
In defining the audience and purpose of the cpOTiunlcation; the details for back- 
ground or providing ovetload should ^e reduced to a reasonable amount coonrt^n^ 
surate with the goals of selecting the relevant from the mdss. More Impoiftant^ 
the technical Infomation should be analyzed within the case, usually in the ^ 
Ijiternal monologues of the persona and the dialogues with peers. The point Is^ 
that the students' major efforts should be devoted to confronting the composing 
process as an Jjitegral part of the technical task^ adn to confront Ing ^ the 
whole of that process^ not merely the drafting of an assigned piece, Thfy 
should have to begin at the beginning, by defining what is truly their own problem, 
analyzing their audience, figuring out their purpose, so that they can set 
about producing the documents that will meet their ends. 

4. 3 Screen the information In the story according to the needs of 
the students. Judging the target population's technical and prof es^sional 
eKpertlse, you should screen all the technical Information, professional activitle 
and organizational methods to determine where the students will need explanations 
or elaborations to use the case with ease* Asking representative students to read 
the manuscript and note their difficulties will facilities your task here. To 
avoid destroying the verisimilitude of the case, identify, all Information the 
students needs which is inappropriate for the persona to think or talk about (for 
example, defining a term conmion to an industry but little known elsewhere) and 
place these items in the case apparatus* a background statement, footnotes, and 

appendices, ^ 

4.4 Screen the fiction for Its functional application to writing . 
In reconstructing the process through w^ich the tectmical professional solved 

hie problems and wrote his documents, you may have inadvertently left out critical 
pieces of Jjiformation, failed to emphasize certain points, ot unintentionally 
contraaicted messages. You may have insufficiently disguised some information 
or confused the picture through your efforts to disguise it. By attempting to 
write the possible documents based on the case yourself, and by subsequently 
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aaslgn,ing them to representative students^ you should detemijie if the tofor-' 
^mation base in the case has Ijitegrity and is applicable to producljig writing. 
The critical questions t^ answer Here arei Is there anything tha^t a real 
OTiter would loiow in this situation that is not made apparent for the student? 
Is there any problem with the case information that. caused by the inadequacy 
of the case rather than by its attempt tb mirror the imperfect real wrld? 

4.5 Format the case and validate it fo^ a^assroom use . C^ce you 
have completed the case manuscript , you should divide and format it into 
units that can be used easily by students in reading and writing up the Infor- 
mation, You should prepare a p^sible list of assignments that could grow out 
of these materials J and you should validate these tasks by Glassroom use* 
preferably under othet instructors, (Can they teach communication skills with ■ 
this case without getting caught up in problems inherent in the case itself? Does 
the case facilitate thfir job?) ^Finallyg you should submit the case to you^ 
ceehnical partner for validation of authenticity * After all the adjustements , 
does every ^lece fit, is every identity sufficiently disguised ^ and does the 
story "tell it like it is" on the job? ' 

Passing ^our resource person's review determines that youi^ 
case is true. However, the final hurdle is acceptance as real and relevant by 
the target student audience, the people for whom you designed the project, both 
collectliig the Information and creating the fiction so that you could construct 
a case for them to write within. 
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